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TITLE 150
LEGISLATIVE RULE
PUBLIC SERVICE COMMISSION

SERIES 4
RULES FOR THE GOVERNMENT OF GAS UTILITIES
AND GAS PIPELINE SAFETY
§150-4-1. General.

1.1. Scope. -- These rules govern the operation and service of gas utilities subject to the jurisdiction
of the Public Service Commission pursuant to W. Va, Code § 24-2-1.

1.2, Authority. -- W. Va. Code §§ 24-1-1, 24-1-7, 24-2-1, 24-2-2.
1.3. Filing Date. June 11, 2018.

1.4, Effective Date. July 11, 2G18.

§150-4-2. Authorization, Application, Definitions, and Records, Reports and Other Information
to be Supplied to the Commission.

2.1 Authorization of rules.

2.1.1. These rules are intended to define good operating practices, which can normally be
expected.

2.1.2. They are intended to ensure adequate service and to prevent unfair charges to the public,
and to protect the utilities from unreasonable demands.

2.1.3. The adoption of these rules shall in no way preclude the Public Service Commuission from
altering or amending them in whele or in part, or from requiring any other additional service, equipment,
facility, or standard either upon complaint or upon its own motion, or upon the application of any utility.

2.1.4. These rules shall not relieve in any way a utility from any of its duties under the laws of
this State.

22. Apphcation of rules.
22.1. These rules apply to public utilities as defined in Rule 2.3.11.

2.2.2. ¥ hardship results from the application of any rule herein prescribed, or if unusual
difficulty is involved in immediately complying with any rule, application may be made to the
Commuission for the modification of the rule or for temporary or permanent exemption from its
provistons: Provided, that no utility shall submit application for such modification or exemption without
submitting therewith a full and complete justification for such action.

2.3. Definitions.

23.1. Commission -- Whenever in these rules the words "Commission” or "Public Service
Commission” oceur, such word or words shall, unless a different intent clearly appears from the context,
mean the Public Service Commission of West Virginia.

23.2. Company service — The term “"company service” shall mean the utilitys pipe and
appurtenances which connect any gas main iz a public lnghway, street, alley or private right-of-way with
1
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the inlet connection of a customers service piping at or near the property line, right-of-way, or casement
line. The company service piping shall be installed at the utility's expense, regardless of the side of the
road on which the customer is focated n reference to the main.

2.3.3. Cubic foot of gas -- The term "cubic foot of gas" or "cubic foot” shall have the following
meanings:

2.3.3.a. Testing -- For the purpose of testing gas under these rules, a cubic foot of gas shall
be that amount of gas which occupies a volume of one (1) cubic foot when saturated with water vapor at a
temperature of sixty (60} degrees Fahrenheit and an absolute pressure equal to thuty (30) inches of
mercury at thirty-two (32) degrees Fahrenheit.

23.3.b. Distribution pressure measurement -- For the purpose of measurement of gas at
standard distribution pressure, a cubic foot of gas shall be the amount of gas which occupies a volume of
one (1) cubic foot under the conditions existing in the customers meter where installed.

2.33.c. High or intermediate pressure measurement -- In cases where gas is supplied through
orifice or other type meters at other than standard distribution pressure, a cubic foot of gas shall be that
volume of gas which, at an absoluts pressure of 14.73 pounds per square inch, occupies a volume of one
(1) cubic foot. The temperature of the gas shall be determined and corrected to sixty (60) degrees
Fahrenheit where necessary and practical. This definition of cubic foot of gas does not affect contract or
other provisions.

23.4. Customer -- The word "customer” used in these rules shall mean any person, group of
persons, firm, corporation, institution, municipality or other service body who purchases gas, service or
facilities by a gas utihty.

2.3.5. Customer service piping - The term "customer service piping” shall mean the segment of
the piping extending from a point at the property line, right of way or casement line to the inlet of the
meter serving the customer, where the meter is not located at the property line, right of way or casement
Ime.

2.3.6. Customer buried piping -- The term customer buried piping shall mean the underground
piping, if any, between the outlet of the meter and the outside of the customer's foundation.

23.7. High or mntermediate pressure distribution system -~ A "high or mtermediate pressure
distribution system” shall mean one in which the gas 1 the mams 1s mammiained at a pressure higher than
standard distribution pressure.

2.3.8. House piping -- The term house piping  shall mean the piping and fittings extending from
the outside of the customer's foundation to the customer's gas appliances. The customer shall furmish,
install and maintain the house piping in accordance with the utility's safety requirements for such
mnstaliation as set forth in the utility's taniff as required pursuant to Rule 8.3, infra.

2.3.9. Low pressure distribution system ~- A low pressure distribution system' shall be that
portion of the utilitys system in which standard di stribution pressure is maintained, and from which the
gas 18 introduced from the mams mto the customer service or house piping without passing through a
pressure regulating device.

23.10. Mamn «~ The term "main" shall mean the pipe of any utditys gas system, located in a
public highway, street, alley, or private right-of-way, and used to transport gas.



150CSR4

2.3.11. Public utility -- Except where a different meaning clearly appears from the context, the
word or words "utility" or "public utility” when used i these rules and regulations shall mean any person
or persons, or assoclation of persons, however associated, whether incorporated or not, including
mumectpalities engaged m the business of producing, furnishing, transporting, distributing or selling gas
for light, heat or other purposes which are now or may hereafter be held to be a public service.

2.3.12. Standard distribution pressure -- Standa rd distribution pressure” shall be the distribution
pressure established by the utility under the requirements of Rule 7.3.

2.4. Records and reports.

2.4.1. Preservation of records — All records required by these rules shall be preserved by the
utility in accordance with the "Regulations to Govern the Preservation of Records of Electric, Gas and
Water Utilities" as prescribed by the National Association of Regulatory Utility Commissioners adopted
by the Commission in its General Order No. 117-C of September 25, 1972, and effective December 1,
1972, except, as they may be hereinafter modified. No such record shall be destroyed without
Comumission approval. (NOTE: These regulations are published in separate pamphlet form and will be
furnished upon request).

2.4.2. Location of records -- Such records shall be kept at the office or offices of the utility, and
shall be open at all reasonable hours for examination by the Commission or its representative, or by others
authorized by the Commission.

2.4.3. Reports to Commission

2.4.3.a. Each utility shall, at such times and n such form as the Commission may prescribe,
report to the Commission the results of any test or tests required to be made or the information contained
it any records required to be kept by the utility.

24.30b. Each utility shall furnish to the Commission any information in its possession,
respecting its rates, charges, or practices which may from time to time be reguired by the Commission,
and without formal order of the Commussion.

2.4.3.c. Special reports -~ Each utility shall submit to the Commission duplicate copies of
routine reports made by it to the Federal Energy Regulatory Commission pertaining to any phase of its
business as a gas utility in West Virgima.

2.5, Filing of rate schedules.

2.5.1. Filing required -- No rules and regulations, or schedules of rates or charges, or
modification of the same, shall be effective until filed with the Commission as provided by law.

2.5.2. Where filed -- Copies of all schedules of rates and other charges, and copies of all rules
and regulations, covering the relation of customer and utility, shall be filed by every utility in the office of
the Commussion.

2.5.3. Manner of filing -- Tariffs contaming all the rates, rules and regulations of cach utility
shall be filed in the manner prescribed by the Commission in "Rules for the Construction and Filing of
Tariffs,"” and such other amendments or modifications that may hereinafter be adopted.

2.5.4. Forms for filing -- The Commission will, upon application, furnish proper blanks to be
used for the filing of tariffs and any changes thereof and additions thereto,
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2.5.5. Utlitys special rules -- A utility desiring to establish any rule or requirement
supplementing the rules of the Commission shall first make application to the Commission for authority
for such rule or rules, clearly stating in 1its apphication the reason for such establishment.

2.6. Fmancial and statistical report.

2.6.1. Every utility shall file annually a financial and statistical report upon forms to be furnished
by the Commission. Said report shall be based upon the accounts set up in conformity with the
Comunussions order and rule as set out m Rule 2.7. This report shall be filed on or before March 31st of
each year, or at such date as the Commussion may direct,

2.6.2. Each utility shall file, monthly, gas statistical reports upon forms to be furnished by the
Commission. This report shall be filed not later than forty-five {45) days following the period covered by
the report.

262.a. In reporting all gas volumes on statistical reports (Form furnished by the
Commission), measurement made at pressure above normal distribution pressure shall be adjusted to a
pressure base of 14.73 pounds per square inch absolute. This applics to produced, purchased, storage, and
sales measurements.

277, Uniform system of accounts -- All gas utilities are required to maintain their books and
records in accordance with the "Uniform System of Accounis" promulgated by the Federal Power
Commission (now the Federal Encrgy Regulatory Commission) as published in Title 18 CFR Parts 201
and 204, and in offect as of January 1, 1977.

2.8. Maps and records.

2.8.1. Each utility shall keep on file suitable maps, plans, and records showing the entire layout
of producing field or ficlds, and of cach compressing or boosting station, with the location, size and
character of cach picce of plant equipment, pipelines, connections and other facilities used in the
production and fransmission of gas. Each uhility shall keep similarly complete maps, plans, or records of
the entire distribution system showing the size, character and location of cach main, district regulator,
street valve and drip, and cach service connection, together with such other information as may be
necessary.

2.8.2. The maps, plans and records required by the provisions of this rule shall be kept up-to-date
50 that the utility can furnish promptly and accurately any information regarding its facilities, or copies of
its maps requested by the Commission.

2.8.3. Each gas utility shall file with the Commission a map or maps showing the lines in its
system which if designates and operates as transmission lines. The utility shall, on or before Apni 1st of
each year, file 2 new map; recall, revise and resubmit its old map, or advise the Commission, in writing,
that no changes to the transnussion Iines have been made during the year.

2.9. Management audits.

2.9.1. Scope -- To establish a procedure for examination of management practices and policies to
determine whether the entity being audited is operating with efficiency and utilizing sound management
practices. The purpose of a management audit is to disclose operating arcas that arc efficient or
wefficient, to identify areas for improvement, and to form recommendations for changes. The results of a
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management audit and the response of the utility to the recommendations and mmplementation plans
developed pursuant to a management andit may be a factor in determining just and reasonable rates, as set
out herein.

2.5.2. Types of management audits - The following types of management audits, which vary in
scope, may be directed and utilized by the Commission.

2952.a. Comprehensive -- An investigation characterized by an extensive, detailed analysis
of a utilitys management and operations.

29.2.b. Reconnaissance - A broad review, similar in scope to a comprehensive audit, but in
less detail. The objective of this type of audit is to identify specific areas for more intensive investigation
based upon the magnitude of the problem identified or the potential benefits to be derived.

292.c¢. Focused -- An in-depth investigation of one or several specific areas of a utilitys
management and operations.

2.9.3. Frequency - The Commission shall order a management audit of any utility under its
jurisdiction whenever the Commission deems it necessary fo investigate the operational efficiency of the
utility. Such factors as the cost of the management audit and the potential benefits of such audit may be
taken into consideration. The Commission may accept or request a management audit performed under
the rules of another jurisdiction in satisfaction of this mle when that audit is of the scope contemplated by
the Commission, conforms to the standards herein set forth and covers the utilitys service functions in its
West Virginia jurisdiction.

2.9.4. Conduct and control

29.4a. The Commission may choose to have the andit performed by its Staff or contracted
to a qualified outside aunditing fum. In the latter case, the Commission may supervise the selection
process. If the management aud# is to be conducted by an auditing firm, the Commissions order
initiating the audit shall include provision for the development of the request for proposal (RFP), the
consultant selection process and Staffs assistance and supervision during the audit.

2.9.4b. The Commission may impose eligibility restrictions upon contractors relating to
past, current and post-audit relationships with the utility.

29.4.c. The utility is expected to cooperate to the fullest extent with the performer of a
Comumission ordered management audit. A responsible employee shall be appointed by the utility as its
management audit coordmator, who shall be responsible to assist m the efficient performance of the
management audit.

2.9.5. Costs -- It shall be the responsibility of the audited wutility to pay for a contracted audit.
The Commission shall include the reasonable cost of conducting the contracted management audit in the
cost of service of the utility. The Commission may allow such costs to be recovered in the utilitys next
general rate case followmg completion of the audit, or the Commussion may order such costs to be
amortized over a reasonable period of years, considering the impact of these costs on both the utility and
its customers.

2.8.6. Implementation of recommendations

2.9.6.a. Draft report.
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2.9.6.a.1. Upon completion of the audit a draft report shall be submitted fo the utibity for
comments.

29.6.a.2. The auditor and Company representatives shall conduct a draft review meeting
subsequent to the distribution of the draft review report.

2.9.6.b. Final report.

29.6b.1. A final report shall be submitted to the Commission no later than thirty (30)
days after the submission of the draft report to the utility.

2.96b.2. Within thirty days of the final submission of the management audit report,
the utility shall file 2 document detailing its position on each audit recommendation. This document must
state which recommendations are acceptable to the utility and the nature of the wutilitys disagreement with
any recommendations.

2.9.6.c. The Commission may, after hearing, issue an order prescribing the recommendations

which should be adopted by the utility.

2.9.6.d. The utility shall file detailed implementation plans for the Commissions review and
approval within the time specified in the Commissions order prescribing which recommendations the
utility should adopt. The utility shall not deviate from an approved implementation plan without prior
notice to the Commission which specifically states the utilitys reasons for departing from the approved
plan.

29.6.e. At the direction of the Commission, a follow-up audit may be performed to review
the progress of the utility in implementing the approved plans and the results of previously performed
management audits.

29.61f A management audit report and implementation plan adopted pursuant thereto and
any follow-up audit may be used by partics in a general rate case subscquent to the management audit.
Such audits and implementation plans may be a factor in the determination of just and reasonable rates if

introduced as an exhibit and subjected to normal due process procedures.

2.9.6.g. The Commission may grant an extension of the time limits established in this section
upon a showing of good cause for such extension.

§150-4-3. Meter Requirements.
3.1. Gas measurement requirements.

3.1.1. Gas purchased -- Every utility shall measure and record the quantity of gas purchased by
1it.

3.1.2.  Gas sales - Every utility shall measure and record the quantity of gas sold by it.

3.1.3. Exchange gas -- Every utility shall measure and record the gross cubic feet of gas
exchanged with others.

3.1.4. Storage gas -~ BEvery utihity shall measure and record separately the quantity of gas put
into storage and gas removed from storage.
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3.1.5. Company gas -- Every utility shall measure where practicable and record all gas used, for
any purpose, by the utility. The records shall be kept so as to indicate the division of its system,
production, transmission or distribution, where the gas was used.

3.2, Use of meter.
321, Gassold -~ All gas sold by a utility shall be charged for by meter measurements.

322, Other gas - All gas delivered as compensation for leases, rights-of-way, or other reasons,
not charged for at the utilitys regular schedule of char ges, shall be metered and a record kept thereof.

33, Utility to provide meters and regulators - Unless otherwise authorized by the Commission,
each utility shall provide and install at its own expense (except as provided in Rule 5.6} and shall
continue to own, maintam, and operate all equipment necessary for the regulation and measurement of
gas, in accordance with tariff or contract provisions, fo its customers. Where meters or regulators not
required by these rules are furmshed by the utility for the convenience of the customer, a charge for such
meters or regulators may be made.

3.4, Location of meters.
3.4.1. Urban meters

3.4.1.a. When meters are installed inside buildings, they should be located in a dry place not
subject to excessive heat, and as near as possible to the entrance of service.

3.4.1.b. When meters are located outside of butldings, they may be enclosed by a small box
or other protective device specially built for that purpose.

3.4.1.c. The meter location in all cases shail be subject to the approval of the utility.

342, Tagging house piping -- When a number of meters are placed in the same location, cach
house pipe should be tagged close to the meter, so as to indicate the particular part of a building or
premises served by such meter.

3.4.3. Rural meters -- When the distance between the utilitys main and the nearest point of
consumption is more than 150 feet, the meter shall be located as near to the utilitys main as may be
practicable.

3.4.4. Protection required -« No customer's meter shall be installed m any location where it may
reasonably be expected to be exposed to damage, such as from vehicular traffic or road maintenance
activities, unless it s protected from such damage at the utility's expense and in compliance with 49
C.F.R. Part 192.353.

3.5,  Meter readings.

3.5.1. Meter requirements -- Each service meter of the displacement type shall indicate clearly
the cubic fect of gas registered. Where gas 15 metered under high pressure, or where the quantity is
determined by calculation from recording devices, the utility shall show on the bill the information
needed to make clear the method by which the quantity is determined.

34.2. Meter-reading period - As a matter of general practice, all service meters shall be read at
monthly intervals, on the corresponding day of each meter-reading period or as near thereto as practical.
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Approval may be granted for the reading of meters at other than monthly intervals, if the circumstances
warrant.

§150-4-4. Customer Relations.
4.1. Customer information.

4.1.1. Each utility shall, upon request, give #fs customers such information and assistance as is
reasonable, in order that customers may secure safe and efficient service. The information contamed in
the utilitys safety requirements concerming customer ¢ onnections required to be filed pursuant to Rule
8.3, infra, shall be furnished to all customers installing new or revising existing customer service piping.

4.1.2. Explanation of meter readings -- Each utility shall adopt some means of informing its
customers as to the method of reading meters, either by a printed description on its bills, or by a notice to
the effect that the method will be explained at the office of the utility upon request. It is recommended
that an exhibition meter be kept on display 1n cach sales office maintained by a utility,

4.1.3. Explanation of rates -- It shall be the duty of the utility to explain to the customer, at the
beginning of service, or whenever the customer shall request the utility to do so, the ufilitys rates
applicable to the type of service furnished to the castomer and all other classes of customers, and to assist
him/her in obtaining the rate which is most advantageous to his‘her requirement for service. The
responsibility for the selection however, must rest with the applicant. In the event that the customers use
of service is later such that an applicable rate schedule, other than the one initially selected, proves to be
more favorable, the responsibility for requesting a change in rate schedule consistent with the provisions
of the service agreement, shall rest with the customer. The utility shall, on its periodic statements,
annually inform its customers that, if they so request, it shall supply the customers with a copy of the
utilitys rate or rates applicable to the type of service to be fumished to them and to all other classes of
customers with a concise written explanation of the rates, and an 1dentification of any classes of customer
whose rates arc not summarized.

4.1.4. Posting of law, rates, rules and regulations.
4.1.4.a. Every utility shall maintain in its office for inspection by the public the following:

4.1.4.a.1. A copy of the rates, rules and regulations of the utility, and forms for contracts
and applications applicable to the territory served from that office.

4.1.4.a.2. A copy of Chapter 24, Code of West Virginia.

4.1.4.a.3. A copy of the Commissions Rules for the Government of (Gas Ultilities and
(ias Pipeline Safety,

4.1.4b. A suitable placard, in large type, shall be exhibited in a conspicuous location, giving
information to customers that a copy of the law, the rules of the Public Service Commission and the
schedule of rates are kept for their mspection.
4.2. Customer deposits.
4.2.1. Security deposits

4.2.1.a. Security deposit -- A utility may require an applicant or customer to make a deposit
as a guarauteo for the payment of gas used. Such deposit shall not be more than one-twelfth (1/12) of the
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annual estimated charge for residential service and one-sixth (1/6) for all other servics to secure the utility
from loss. The utility shall not be bound to supply gas until these conditions are fuifilled and it may cut
off the supply if the guarantee is not given when required. After the customer has paid bills for service
for twelve consecutive months without a delinquency, the utility shall promptly and automatically refund
the deposit plus acerued interest. Utilities may, at their discretion, refund deposits after shorter periods of
tme. Calculation of the above twelve consecutive month penied shall commence from the first regular
payment or following the payment of a delinquent bifl or bills. The interest rate to be paid shall be
determined as follows. The rate which utilities shall be required to pay shall be the average of the one-
vear United States Treasury Bill rates for October, November and December of the preceding calendar
year. By January 15 of each year, Staff of the Commussion shall make the necessary calculations and file
with the Commission its caleulations. The Commission will issue an order setting the rate to be paid by
the utilities until the next anmual Commission order. The simple interest shall be paid at the date of
discontinuance of service or at the end of the deposit period. The utility shall have a reasonable time to
read and remove meters and to ascertain that the obligations of the customer have been fully performed
before being required to return any deposit in the case where there has not been an automatic refund.

42.1b. Provided, however, that this rule shall not affect residential customer security

deposits required by a utility prior to the passage of W. Va. Code § 24-3-8 on March 12, 1983,

4.2.1.c. Record of deposit - Each vtility holding a cash deposit shall keep a record showing:
{i} the name and current address of cach depositor; (ii) the amount and date of the deposit, and (iii} cach
transaction concerning the deposit.

4.2.1.d. The receipt -- Concurrently with recetving a cash deposit, the atility shall deliver to
the applicant for service or customer, a receipt showing: (i) the date thereof; (1) the name of the apphicant
or customer and the address of the premises served or to be served; (i} the service fumished or to be
furnished; and (iv) the amount of the deposit and the fact that interest will be paid on the deposit. Each
utility shall provide reasonable records to refund the deposit of a customer, when he/she 15 so entitled,
even if the original receipt cannot be produced. A receipt or proof of payment will not be necessary under
the provisions for an automatic refund.

42.1.e. Unclaimed deposits -- Should a utility have retained, through no fault of its own,
deposits made by customers to whom service has been discontinued during any calendar year, it shall, on
or before the first day of March, in each year, mail to the customers last known address a check as refund
of the deposit plus accrued interest, or at the utilitys option, publish a list of such depositors, in a
newspaper published and of general circulation m each of the counties in which it operates and in which
the deposits were made, showing as of the thirty-first day of December immediately preceding, the
amount of cach deposit, together with the mierest dus thereon, and notifymg depositors listed therem that
their deposits, together with accrued interest, are being held to their credit and will be returned upon
request. The uiility shall not be liable for any intevest on such deposit after publication of such lists. (See
W. Va. Code § 24-2-1).

4.2.2. Guaranty agreement.

422.a. A utility may accept, in lieu of the cash deposit, a guaranty agreement signed by a
financially responsible guarantor, whereby payment of a specified sum, not exceeding the cash deposit
aforesaid, 1s guaranteed. The goarantor shall receive copies of disconnection notices sent to the customer
whose account has been guaranteed: Provided, however, that the limitations herein fixed upon the terms
of a guaranty agreement shall not apply to industrial customers.

4.2.2b. Guaranty agreements shall termunate after the customer has satisfactorily paid bills
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for service of twelve consecutive months, or when the customer gives notice to the utility of the
discontimiance of service at the location covered by the guaranty agreement, or three months after
discontinuance of service where no notice was given, or at the guarantors request upon thirty (30} days
written notice to the utility. In any case, after the automatic termination of a security agreement, where
experience mdicates that a cash deposit or a new guaranty agreement is reasonably necessary to secure the
utility from loss, a cash deposit or a new guaranty agreement may be required upon written notice to the
customer.

4.2.3. Application in case of receiver or trustee -~ The aforesaid provisions shall apply in the case
of a receiver or trustee, operating under court order a business requiring utility service.

4.3. Billing information.

4.3.1. Bills shall be rendered periodically, and they shall show the readings of the meter at the
beginning and the end of the period for which the bill is rendered, the date of the meter readings, and the
number of cubic feet of gas supplied. The applicable rates shall be provided on the monthiy bifl.

4.3.2. Billing period -- Meters shall be read as nearly as possible at regular monthly intervals,
Due to the incidence of weck-ends, holidays, and unusual conditions, it is recognized that there may be
variations of several days in the period between meter readings. No adjustment will be required in billing
when the deviation is not more than five days or less than five days of the standard period. When the
deviation exceeds these limits, the tariff consumption blocks and the minimum charges shall be prorated
on the basis of the ratio of the number of days in the period in question to the number of days included in
the standard period, which will be taken at thirty days for monthly billing.

43.3. Utilities desiring to adopt mechanical billing of such nature as to reader comphiance with
all the terms of Rule 4.3.1. mmpractical may make application to the Commission for relief. After
consideration of the reasons given when asking for relief, the Commission may allow the omission of any
part of these requirements.

43.4. On all bills which include any other #ems than a definite authorized gas rate, the other
factors used in computing the bill shall be clearly stated so that the amount may be readily verified from
the information appearing upon the bill.

4.3.5. Each bill shall be due when rendered. Each bill shall become delinquent thirty (30) days
after it 15 rendered. A hll 15 considered rendered when it is placed in the Umted States Mal or
postmarke.

43.6. Delayed Payment Penalty -- Each bill shali bear upon its face the latest pay date and the
date it will become delinguent if not paid. On all current usage billings not paid by the latest pay date, a
delayed payment penalty or carrying charge as approved in the utility's tariff will be added to the net
current amount unpatd. A delayed payment penalty is not terest and is to be collected only once for
each bill where it is appropriate. This provision must be included in the utility's tariff filed with the
Compussion.

4.4. Adjustment of bills.

4.4.1. Fast meters -- If, upon test of any meter, the meter is found to have an average error of
more than two percent (2%) fast, the ufility shall refund to the customer the overcharge, based upon the
corrected meter reading for a period equal to one half the time elapsed since the last previous test, but not
to exceed six (6) months, If i can be shown that the error was due 1o some cause, the date of which can
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be fixed, the overcharge shall be computed back to, but not beyond, such date. If the meter has not been
tested in accordance with Rule 6.5, the period for which it has been in service beyond the regular test
period shall be added to the six (6) months in computing the refund.

4.4.2. Slow meters - If, upon test of any gas meter, the meter 1s found to have an average error
of more than two percent (2%) slow, the utility may render a bill for the gas consumed, but not covered
by bills previously rendered, for a penod equal to one half of the tine elapsed since the last previous test,
but not to exceed three (3) months. If it can be shown that the error was due to some cause, the date of
which can be fixed, the charge may be computed back to, but not beyond, that date.

4.4.3. Dead meters -~ If a meter is found not to register for any period, the utility shall compute
the gas used by taking the average of the gas used for the meter-reading period preceding and the meter-
reading period following the date when the meter was found to be dead, which amount shall be assumed
to be the amount of gas used by the customer during the billing period in which the meter was found
dead. Exceptions will be made to this rule in case the facts clearly show that the above method does not
give the correct consumption for the period.

4.4.4. Leaks on the Customer side of the meter -~ Each utility shall develop and implement a
written policy concerning the adjustment of customer bills where the bill reflects unusual vsage which can
be attributed to leakage on the customer's side of the meter. The policy shall be maintained at the utility's
office for inspection and shall be applied in a uniform, non-discriminatory manner to all customers. The
policy shall provide for an adjustment which subtracts out all non-gas costs for all amounts above the
customer' s expected usage for the relevant period.

4.5, Complaints.

4.5.1. Investigation of complaints -~ Each utility shall make a full and prompt investigation of all
complaints made to it by its customers, either directly or through the Commission.

4.5.2. Records of complaints -- The utility shall keep a record of all complaints received, which
record shall show the name and address of the complainant, the date and character of the complaint, and
the adjustment or disposal made thercof.

4.3.3. Disposition of records -- A summary of cach complaint showing the nature of the
complaint, the result of the investigation, and the disposition of cach complaint will be prepared and
maintained for a mimimum of twenty-four (24) months after the resolution of cach complaint.

4.6. Disputed bills « In the event of a dispute between the customer and the utility respecting any
bill, the utility shall make forthwith such investigation as shall be required by the particular case, and
report the results thereof to the customer. In the event that the complaint is not adjusted, the utility shatll,
before service is discontinued, comply with the provisions of Rule 4.8.

4.7. Customer discontinuance of service.

4.7.1. Any customer desirmng to have his/her service discontinued shall give at least three (3)
days notice thereof to the utility unless a longer or shorte r period shall be incorporated 1n any standard or
special contract mutually agreed upon. Until the utility shall have such notice, the customer may be held
responsible for all service rendered.

4.7.2. If service is disconnected at the request of the customer, the utility may refuse service to
such customer, at the same premises, within ecight (8) months of such disconnection, uniess it shall first
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receive payment of a reconnection charge as provided for in an effective tandf on file with the
Comamission.

4.8. Utility discontinuance of service.
4.8.1. Definitions -- for the purposes of this rule, the following definitions shall apply:

4.8.1.a. Delinquent bill -- A bill becomes delinguent if not paid in full, within thirty (30} of
being rendered.

4,8.1.b. Pue bill -~ A bill is due when rendered.

4.8.1.c. Latest Payment Date -- The last day a customer can make payment on a bill to avoid
a late payment penalty.

4.8.1.d. Payment -- Payment is made by cash, check, clectronic transfer, money order,
voucher from Department of Health and Human Resowrces or from assistance agencies or faith
organizations, or credit and debit cards (if accepted by the utility and any applicable charge paid by the
customer).

4.8.1.d.1. A utility has discretion to disregard and return to a customer a personal check
or electronic transfer intended as a payment of a delinquent bill if the customer has, within the past three
(3) months, presented the utility with a check retarned for insufficient funds or invalid accousnt
information. If a wtility elects to disregard and return a personal check or electronic transfer to a
customer, it must, within {ive days of receiving the personal check, mail the customer a wntten notice that
the check was refused, state the reason for the refusal, and provide the customer with five (5) days to pay
by other means prior to termination.

4.8.1.e Certified Health Condition or Seasonal Time Period -- For the purposes of this rule,
the following circumstances shall be deemed to constitute a condition under which fermination of service
could be dangerous to the health or safety of a residential customer or a member of the residential
customers houschold. The existence of a Certific d Health Condition or Seasonal Time Period described
below in Rule 4.4.1.d.1. or Rule 44.1.d.2. increases the utility notice requirements as set forth m
Rule 4.8.2.b.2.B, but does not prohibit disconnection except as provided in Rule 4.8.2.b.9:

48.1.e.1.  Written certification from a currently licensed physician, nurse practitioner
or physician assistant that termination of service would be dangerous to the customer or a member of the
customer's houschold for medical reasons (Certified Health Condition}. Such certification must be
received by the utility within ten (10) days after the customer informs the utitity of those reasons, and
must be renewed every thirty (30) days, starting from the date the certification is sent to the utility. If a
licensed physician, nurse practitioner or physician assistant states to a reasonable degree of medical
certamnty that the condition is permanent, then certification need not be renewed.

48 1.2 The time period from the first day of November through the last day of
March (Seasonal Time Period).

4.8.1.f. Personal contact -~ Unless specifically provided otherwise in these Rules, personal
contact as referenced in Rule 4.8.1. may be made by:

48.1f1. a faceto-facc meeting initiated by the utility or by the customer (Actual
Personal Contact),
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48112, atelephone call initiated by either the utility or the customer in which a live
conversation occurs between the utility and an adult member of the houschold and that alerts the customer
to possible service disconnection and provides a toll free call back number or call back number local for
the customer' s service address {Actual Telephone Contact),

4.8.1£3. atelephone call that reaches a voice-mail or answering device and that alerts
the customer to possible service disconnection and provides a toll free call back number or cali back
number Jocal to the customer's service address. If an automated call is answered by a live person, the call
must provide a means for the customer to speak with a customer service representative during the
automated call, such as by pressing a bution or speaking a demand. (Automated Telephone Contact); or

48.1.f4. an electronic message if the customer provided an email address, cell phone
number or text messaging capability, or other means of electronic communication and indicated a
preference for this category of contact. The electronic message must alert the customer to possible
service disconnection and provides a toll free call back number or call back number local for the
customer' s service address (Electromic Communication Contact). An Electronic Communication Contact
will be deemed successful unless the utility receives notice, or the wtility's systems show, that the
Electronic Communication Contact was not received by the customer.

48 1g Any of the four methods above shall be deemed a successful personal contact
attempt. An Actual Telephone Contact, an Autemated Telephone Contact, or an Flectronic
Communication Contact may be used as an after-hours personal contact attempt.

4.8.2. Grounds for discontinuance and procedure to be followed.

4.82.a. A utility may terminate service without notice when, absent such termination, a
potentially dangerous condition with respect to the facilities of the utihity or of the customer (Dangerous
Facilities Condition) exists that could be hazardous to life or property. 1If a utility terminates service
without notice: (1) # must keep a record of the potentially Dangerous Facilities Condifion causing the
termination and (2) it should make a reasonable effort to notify the customer prior to termination and shall
iform the customer of the steps that must be taken to have servics restored.

48.2b. A wtility may, after giving wntten notice and complying with personal contact
requirements, discontinue service to any customer for non-payment of bills where any bill is delinquent,
or for fraud, or violation of its rules on file with the Commission or failure to provide access to utility
property located on the customers premises, subject to the followmg conditions:

4.8.2b.1. The wntten notice must comply with P.S.C. W.Va. Form No. 14«G and shall
be sent first class mail, address correction requested, postmarked at least ten (10) days prior to the
scheduled termination. A notice of discontinuance may not be mailed prior to the date the bill becomes
delinquent.

4.8.2.b.2. Personal Contact Notice.

4.8.2b.2.A. No Certified Health Condition or outside Seasonal Time Pened. In
addition to written netice, if a Certificd Health Condition does not exist or if the actual termmation date
falls outside of the Seasonal Time Period defined in Rule 4.8.1.¢., the ufility is required to make two
attempts at personal contact as defined in Rule 4.8.1.£, unless it can be reasonably established that the
premises are not permancatly inhabited.  The attempts must be made on two separate busmess days, with
the last attempt occwring at least forty-cight (48) hours prior to the scheduled service termination and in
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the case of any category of telephone contact, a call must be placed no carlicr than 8 am. and no later
than 9 p.m. and one of the telephone attempts must be made after 6 p.m.

4.8.2.b.2.8. Certitied Health Condition or within Seasonal Time Period. In addition
to written notice, if a Certified Health Condition exasts or if the termination date falls withi the Secasonal
Time Period as defined in Rule 4.8.1.¢., the utility is required to make three attempis at personal contact
as defined in Rule 4.8.1.f, unless it 1s reasonably established that the premises are not permanently
inhabited. The attempts must be made on three separate business days, with the last attempt occurring at
least forty-cight (48) hours prior to the scheduled service termination and in the case of any category of
telephone contact, a call must be placed no earlier than 8 a.m. and no later than 9 p.m. and one of the
telephone attempts must be made after 6 p.an. In addition, at least one of the attempts must be an on-site
visit at the service location, unless the customer has threatened the safety of utility personnel as described
it Rule 4.82.b.14 A 1. through 3. If one of the attempts is an on-site visit and the on-site visit fails to
accomplish Actual Personal Contact, then the utility representative shall leave an appropriate written
notice with relevant information on termination. If one of the first two attempts is successful, no
subsequent attempt(s) 1s required. If all three attempts at personal contact are unsuceessful, the utility
shall file a verified certification in compliance with Rule 4.8.2.b.14.

4.8.2b3. The written notice shall become void if the utility has not discontinued
service within thirty (30) days of the date indicated on the notice for termination. The thirty (30) day
termination notice period shall be tolled, however, during the time that a customer meeting and utility
decision are pending under Rule 4.8.2.b.5., or the time that a customer's disputes, informal complaint,
formal complaint or request for assistance is pending with the Commission. If the dispute is not
successfully resolved informally, the thirty-day period will resume on the seventh day following issuance
of the utility's decision referenced in Rule 4.8.2.b.5., or the date the Commission closes the request for
assistance or 1ssues & final order in a formal complamt.

482b4 If a customer fails to respond to a iermination notice and the wutility
terminates service, the utility is not required to reconncct that customer unless the customer (1) pays up-
front a minimum of one-half of the total delinquency or other amount ordered by the Commission, (if)
pays the deposit as provided in the utility tariff, and (i11) enters into a deferred payment agreement under
which the remaining balance of the unpaid bills, plus a two (2) percent service foe on the remaining
balance, is paid over six months. In addition, the customer must either pay the reconnection fee provided
in the utility tariff or in Rule 4.8.3., or, at the customer's clection, the utility will incorporate the
applicable reconmection fee into the amount to be paid pursvant to the deferred payment agreement.

4.8.2b.5. 1If, prior to termanation of service, the customer contacts the utihity or the
utility makes Actual Personal Contact or Actual Telephone Contact with the customer, the utihty must
mform the customer that if the cusiomer (1) disputes any portion of a bill, {11) 1s being charged for service
not rendered, (iii) believes that any information resulting in the utilitys decision to terminate is erroneous,
or (iv) in the case of a residential customer, the customer wishes to negotiate a deferred payment
agreement, then the utility will provide an opportunity to the customer for a meeting to present the
customer's dispute to a designated employee, who is empowered to resolve the dispute and/or negotiate a
deferred payment agreement. The customer shall have the option of an in-person meeting with the
designated employee, which shall take place at the business office nearest to the customers residence or
place of work, or a meeting by telephone conference. The utility shall provide the customer with written
notice of its decision and the written notice shall advise the customer that the customer may object to the
utility decision by requesting assistance from, or filing a formal complaint with, the Commission. Formal
complaints are processed pursuant to the Commission Rules of Practice and Procedure, 150 C.S.R. 1.

4.8.2b.5. A The utility may not terminate service while any of the following is
pending: (1) a customer/utility meeting descnbed in Rule 4.8.2.0.5., (i) a written wtility decision
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following a customerfutility meeting, and during the seven {7) days after issuance of the utility decision,
(11i) a request for assistance to the Public Service Commission, and during the seven (7) days after the
Commussion closes a request for assistance, or (iv) a formal complaint before the Commission and for
seven (7) days after issuance of a final order unless the Commission orders otherwise. Durnng the
pendency of negotiations with the utility or any process before the Commission, the customer must pay
the current bill for service rendered after the utility mailed the P.S.C. W.¥a. Form Ne. 14-G, to avoid
termination. If the customer is negotiating a disputed bill, the customer must pay the amount not in
dispute plus bills for current service.

48.2b.6. Deferred Payment Agreement.

482b6.A If a residential customer wishes to negotiate a deferred payment
agreement, the designated employee shall offer the customer a standard deferred payment agreement.

4.8.20.6B. A standard deferred payment agreement will include a service fee equal
to two percent (2%) of the delinquency and a pay-off amount consisting of the delinquency balance and
the service fee, in twelve monthly payments. For example, a delinquency balance of $1,176.47, would be
assessed a service fee of two percent or $23.53, for a total pay-off amount of $1,200, resulting in twelve
monthly payments of 5100 in addition to current bills. If a residential customer desires a payment period
that is shorter than twelve (12) months, the utility shall accept the shorter term. A utility may elect to use
a standard deferred payment agreement that does not include a two percent (2%) service fee provided it
offers the same no-service-fee plan to all residential customers in a tariff provision.

4.820.6.C. If a residential customer believes that the customer cannot afford the
monthly payments required under a standard deferred payment agreement, then the utility and the
customer may negotiate a non-standard deferred payment agreement. In negotiating the non-standard
deferred payment agreement, the parties will take into consideration factors including, but not limited to:
amount of the bill; ability of the customer to pay; payment history; length of time that the debt has been
outstanding; reasons why the debt has been outstanding; and any other relevant factors.

4.8.20.6.D. Every deferred payment agreement with a residential customer shail
include language staiing that the utility has mformed the customer of the right to request assistance or file
a formal complamnt with the Commuission regarding the reasonableness of the proposed payments.

48.2b6E. A residential customer who requests to negofiate a non-standard
deferred payment agreement because of the customer's financial circumstances may request assistance or
file a formal complaint if the utility does not agree to the terms for the non-standard deferred payment
agreement.

4.8.2b.6.F. Ifnegotiations for a non-standard deferred payment agreement with the
utility or pursuant to a request for assistance fail, then the customer shall have seven (7) days from the
date that negotiations end to elect to enter into a standard deferred payment agreement. I the customer
does not elect the standard deferred payment agreament before the expiration of the seven (7) days, then
the utility may terminate service without further notice.

48.2b.6.G. After a deferred payment agreement has been established, if the
customer's financial condition significantly changes and the existing deferred payment agreement works a
hardship, the utility shall renegotiate the deferred payment agreement. During the renegotiation period,
the customer must timely pay the current bill and make some payment on the arrearage. The utility shall
not be required to renegotiate a deferred payvment agreement due to a significant change in financial
circumstances more than once.
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4.8.2b.6.H If a customer fails to make a payment required by a deferred payment
agreement, the utility may terminate service only after it has mailed written notice to the customer by first
class mail, postmarked at least five (5) calendar days, excluding postal holidays, prior to termination;
provided, that at the option of the utility, etther Actual Personal Contact, Actual Telephone Contact,
Automated Telephone Contact or Electromic Communications Contact may be substituted for contact by
first class mail. If the customer makes the delinguent payment before the end of the fifth calendar day
following any notice listed above, service shall not be terminated.

4.8.2b.61 A utility that terminates a customer for failure to comply with a deferred
payment agreement is not required to reconnect that customer unless the customer (1) pays up-front a
minimum of onc-half of the total delinquency or other amount ordered by the Commission, (i1) pays the
deposit as provided in the utility tariff, and (iii} enters into a new deferred payment agreement under
which the remaining balance of the prior deferred payment agreement will be paid over six {6) months.
In addition, the customer must either pay the reconnection fee provided in the utility fariff or in Rule
4.8.3, or, at the customer's election, the utility will incorporate the applicable reconnection fee into the
amount to be paid pursuant to the deferred payment agreement. The utility may charge an additional one
{1) percent service fee on the balance being deferred by the new deferred payment agreement. If a
customer's gas service has been terminated two (2) times mn a twelve (12)-month period for failure to
comply with a deferred payment agreement the utility has no obligation to offer a deferred payment
agreement to that customer until the delinquency has been paid in full.

4.8.2b.7. If a customer fails to make a payment as ordered by the Commission in an
interim relief order. the utility may terminate service omly after it has mailed written notice to the
customer by first class mail, postmarked at least five (5) calendar days, excluding postal holidays, prior to
termination; provided, that at the option of the utility, Actual Personal Contact, Actual Telephone
Contact, Automated Telephone Contact or Electronic Communications Contact may be substituted for
contact by first class mail. If the customer makes the delinquent payment before the end of the fifth
calendar day following any netice listed above, service shall not be terminated.

4.8.20.8. If a residential customer, or the customer's agent, has requested that the utility
contact a relative or responsible third party prior to any termination or other material action on the
account, the utility shall provide all written notices regarding fermination to both the customer and the
designated relative or responsible third party. The utility shall provide the required personal contact
notice to the designated relative or responsible third party. The utility may, but is not required to, provide
personal contact notice to the customer.

4.8.2b.9. Service shall not be discontinued on a day:

4.8.26.9.A. on which the utility or its designated agent 15 unable to accept payment
and to negotiate a deferred payment agreement;

4.82b9B. preceding a day on which the utility or its designated agent is unable to
accept payment and to negotiate a deferred payment agreement,

4.8.26.9.C. that the National Weather Service predicts the temperature to be thirty-
two (32) degrees or colder at or near the customer's service location .

4.8.209.D. thatis a Friday, Saturday, Sunday or legal holiday.

4.8.2.b.1¢.  Service shall not be discontinued carlier than 8:00 am. or later than 4.00
p.m.
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4.8.2b.11. Service shall be reinstated as soon as possible and no more than cight (8)
hours after receipt of payment, unless the customer has elected a later reconnection time to avoid a higher
recomzection fee.

4.8.2b.12. The utility may, but is not required to accept payment at the customers
premises n licu of discontinuing service. The utility must suspend the disconnection process if the
customer shows proof of payment. If the utility suspends disconnection because the customer shows
proof of payment and that payment s later dishonored by the customer's bank, the utility may resume the
disconnection process only after it has mailed written notice to the customer by first class mail,
postmarked at Ieast five (3) calendar days, excluding postal holidays, prior to termiation; provided, that
at the option of the utility, cither Actual Personal Contact, Actual Telephone Contact, Automated
Telephone Contact or Electronic Communications Contact may be substituted for contact by first class
mail. If the customer makes the required payment before the end of the fifth calendar day following any
notice listed above, service shall not be terminated.

4.8.2b.13. If the customer of record responsible for payment of a utility bill is: (i) a
landlord of a master metered apartment building, motel, hotel, or other multiple vait dwelling, or (i1) a
third party who 1s a non-resident of the single service location, then written notice of termination, wsing
Form 14-ME, shall be posted at least five (53 days prior to the scheduled termination. The notice for a
master metered multiple unit dwelling shall be placed in a conspicuous common area at a location readily
available for public inspection. Whenever possible, copies shall also be posted on the main doors of cach
dwelling in the facility. The notice for single unit dwellings occupied by third parties shall be placed on
the main door of the dwelling.

4.8.2b.14. If after making threc (3) attempts at personal contact with a residential
customer in conformance with Rule 4.8.2.5.2.B, the utility 1s unable to make Actual Personal Contact,
Actual Telephone Contact, Antomated Telephone Contact or Electronic Communications Contact, the
utility is required to file a venfied certification with the Commission within five {5) business days of
termination of utility service:

4.8.2b.14.A. certifying the utility attempted to make personal contact as required
by these rules, ncluding making a premises visi, or if no premises visit 1s made, certifying that the
customer or member of the houschold:
4.8.2b.14.A.1. has been verbally or physically aggressive or abusive to
employees;
4.8.20.14.A.2. has threatened employees with vicious animals;

4.8.2.0.14.A.3. has brandished or made reference to weapons; or

482b.14B8. indicating whether a Certified Health Condition or Seasonal Time
Period gave rise to the requirement to make three attempts at personal contact;

48.20.14C. certifying the date utility service was terminated.

4.8.2b.14D. certifying that the termmation was in compliance with these rules,

mcluding Rule 4.8.2.6.9.
4.8.2b.15. A bill which has been found to be contractually uncollectible by a court of

competent jurisdiction or could reasonably be found to be uncollectible by reason of the statute of
limitations shalf not be used by a utility to deny or discontinue service.
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